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	Proposals Due by 5:00PM June 5, 2006 at:

City Clerk
Historic City Hall

915 I Street, First Floor

Sacramento, CA 95814




PROJECT SUMMARY

1) Project Location:  

5730 24th Street, Building 1

Sacramento, CA 95822

2) Requested Services:  

The City of Sacramento, Department of General Services, is seeking proposals from a highly qualified Proposer/Application Service Provider (ASP) to provide all necessary services to supply, configure, host, and manage a Customer Relationship Management (CRM) system for the City.

The service provider selected will be responsible for configuring the CRM system, and then subsequently hosting and administering the system for two (2) years with two (2) one-year renewal options.  The City is interested in a Proposer that brings project management, technical expertise and hosting experience on similar CRM projects.

3) Source of Funding: 

The project is being funded by the General Services Department.  
4) Project Sponsors:  

Reina Schwartz, Director of General Services

Patti Bisharat, Director of Government Affairs

Stephen Ferguson, CIO

5) Project Manager:  

Gina Knepp, 311 Program Manager

Telephone: 916-808-8333

6) A Mandatory Proposers’ Conference on May 12, 2006 at 2:00PM at:
Department of Utilities


1935 35th Avenue, Sacramento River Room


Sacramento, CA  95822
7) Proposals are Due at 5:00 PM, June 5, 2006, no faxes or postmarks accepted.

Table of Contents

61.0
Introduction


61.1
Project Background


71.2
311 Strategic Goals and Objectives


81.3
Project Objectives


81.4
Scope of RFP


101.4.1
Use of Subcontractors


111.4.2
City Key Responsibilities


111.4.3
Project Funding


121.4.4
Changes in Scope of Services


132.0
RFP Process Instructions


132.1
Administrative Information


132.1.1
Request for Proposals (RFP)


132.1.2
RFP Issue Date


132.1.3
Issuing Agency


132.1.4
Key Action Events and Projected Dates


142.1.5
Contract Period


142.2
Point of Contact


142.3
Proposers’ Conference


152.4
Requests for Clarification or Additional Information


162.5
Development of Proposals: Proposer Proposal Format Requirements


162.5.1
Mandatory use of the Proposal Format Template


162.5.2
Response to the City of Sacramento Consultant and Professional Services Agreement


172.5.3
Mandatory Use of the Pricing Format Template


182.5.4
Protection of Proposer and Procurement Process Confidentiality


182.5.5
Protection of City Confidential Information


192.6
Submission of Proposals


192.6.1
Submission of Proposals Requirements


192.6.2
Late Submission of Proposer Proposals


192.6.3
Rejection of Proposals


202.6.4
Withdrawal of Proposer Proposals


202.6.5
Ownership of Proposal Documentation


202.6.6
Acceptance of Proposer Proposals


212.6.7
Costs Incurred


212.7
Proposal Evaluation Criteria


212.7.1
RFP Response Evaluation Criteria


232.8
Finalists Selection and Subsequent Steps


232.8.1
RFP Response Finalists Selection and Proposers Notification


232.8.2
Due Diligence – Confidential Discussions


232.8.3
Proposer Presentations / Demonstrations


232.8.4
Proposer Reference Checks


242.8.5
Negotiations


242.8.6
Contract Execution


242.9
Rules Governing Competition


242.9.1
Contract Period


242.9.2
Economy of Preparation


252.9.3
Proposal Signature


252.9.4
Extension of Time


252.9.5
City Use of RFP Ideas


252.9.6
Acceptance of Proposal


252.9.7
Acceptance of Proposal Content


252.9.8
Contract


252.9.9
General Conditions


252.9.10
RFP Errors


262.9.11
Changes


262.9.12
Licenses


262.9.13
Copyrights and Patents


262.9.14
Non‑Waiver of Defaults


262.9.15
Business Operations Tax Certificate


273.0
Current Environment


273.1
City of Sacramento Overview


283.2
Current Operations


283.2.1
Summary of Call Volume Estimates


303.3
Computing Environment


303.3.1
Connectivity


313.3.2
Data Sharing


313.3.3
Personal Computers


313.3.4
Security


313.3.5
Existing Applications


324.0
Proposed Future Environment


324.1
Vision for 311


334.1.1
Key Attributes of the 311 Vision


345.0
Principal Requirements


345.1
Implementation Services


345.2
City Standard Service Agreement


345.3
Personnel


355.4
Implementation Services


355.5
Negotiation Rules and Procedures


355.5.1
Proposer's Negotiation Team


365.5.2
Control of Document


365.5.3
In Person Meetings and Location of Meetings


365.5.4
Costs and Expenses


376.0
Financial Requirements


376.1
Pricing Structure and Fees


376.2
Termination Costs


386.3
Non­Chargeable Activities


386.4
Definitions


397.0
Statement of Work


397.1
Scope of Services


39TASK 1: Project Initiation


42TASK 1: Project Initiation


457.2
Scope of Functionality


477.2.1
Requirements Format


487.3
Milestone Payments


498.0
Disclaimer


509.0
RFP Enclosures


51Enclosure A - Proposal Format and Response Template


52Enclosure B – Pricing Format Spreadsheet


53Enclosure C – Consultant and Professional Services Agreement


54Enclosure D – City Standard Service Agreement Attachments


54Attachment A – Confidentiality Statement


54Attachment B – Emerging and Small Business Enterprise Requirements


54Attachment C – Administrative Policy Instructions


54Attachment D – Employee Benefits by City Contractor Ordinance (EBO) Packet


55Enclosure E – Functional and Technical Requirements


56Enclosure F – Existing System Inventory




1.0 Introduction

1.1 Project Background

The City of Sacramento has an excellent reputation for providing high quality customer service.  As the City grows at a rapid pace, the Mayor, City Council and City Manager’s Offices want to ensure that customer service continues to be responsive in the face of limited resources having to stretch farther every day to support more people and businesses.  The City’s leadership also wants to ensure the City can respond efficiently and effectively in the event of emergencies and natural disasters that can impact the City. .  
Given these factors, the City of Sacramento has decided to implement a 311 customer service call center as a central point of contact for all non-law enforcement related City services, along with associated customer service/customer relationship management improvements. The City initiated implementation of 311 by transferring the current City Operator positions to the Department of General Services.  
Many medium‑to‑large cities have begun to implement 311 call centers as a way of improving customer service by simplifying access to government services.  They have also pursued this initiative to improve the overall tracking and accountability of delivering municipal services.  The City of Sacramento has obtained an understanding of best practices and critical success factors related to these past implementations and will implement its own strategy, systems and processes with these in mind.

The City of Sacramento currently operates a number of “call centers” in various departments.  This includes a 24/7 call center historically known as “City Operator”.  

The City Operator has been answering constituent calls and referring those requests for service to the operating departments with a minimum of staffing and technology support.  After normal business hours, the City Operator also serves as the dispatcher for non-law enforcement related City services.
Under the current practice, it is very difficult for a business or constituent to know whom to call in the City for assistance with an issue.  In addition, there is very little information on how a request is handled once the caller gets to the right place.  Frequently, individuals will just dial 911 because they know that their call will be answered by a live person as opposed to a voice mail box. It is the City’s plan to evolve the City Operator into an efficient and effective 311 Call Center.  Implementation of modern call center technology including Voice over Internet Protocol/Internet Protocol Call Center (VoIP IPCC) and a robust CRM system are key elements of that strategy.

The Sacramento Police Department estimates that they receive up to 750,000 emergency and non-emergency calls in the 911 center annually on its seven-digit phone lines, excluding calls placed through 911.  Many of the calls are for information or services that are not related to law enforcement and are fulfilled by other City departments.  The 311 Call Center can increase the efficiency of the 911 center by off loading non-law enforcement related calls.  In summary, the primary benefits of a 311 program are:

1. Improved customer service by giving the constituent one convenient number to call for all non-law enforcement City services.

2. Reduce non-law enforcement call volume in the 911 center, helping 911 operations to be more efficient and increasing the 911 center’s capacity to accomplish its mission.

3. Ability to leverage existing call center resources across the City and standardize call taking policies and procedures.

4. Provide management and the Mayor/City Council and City Manager’s Offices with detailed metrics on how efficiently calls for service are being handled by the City.

5. Spot trends early and allow staff to take corrective action before problems become major issues.

1.2 311 Strategic Goals and Objectives

The 311 strategy supports the City’s vision for providing enhanced service delivery to Sacramento City residents enabling the City to: 

· Provide access to all services through “one door” by implementing a centralized Customer Service Call Center;

· Improve City staff’s ability to help customers access services by equipping them with automated tools (e.g., constituent service relationship management (CRM) Application, automated knowledge base, etc.); and

· Improve City Management’s ability to enhance service delivery and accountability by consistently tracking and reporting customer service delivery responsiveness.  
The City of Sacramento has established clear goals, objectives and measures of success that will allow stakeholders to assess progress related to implementation of the 311 strategy.  Measures include both qualitative and quantities elements, including objectives developed to:

· Enhance call handling/call management capabilities
· Develop a knowledge base that houses comprehensive City and services information
· Create a central database for requests for service and service history

· Continue to improve citizen service experience

· Increase response and reporting effectiveness

· Establish a continuous feedback system

· Increase efficiency of department management with reporting and monitoring tools

· Provide elected officials with at-large, district and neighborhood activity

· Provide the ability to more effectively partner across jurisdictional boundaries
Specific success measurement areas include customer satisfaction, achievement of financial objectives related to service delivery, achievement of service improvement process objectives and achievement of training objectives. 
1.3 Project Objectives

The primary objectives of the overall CRM/311 program are as follows:

1. Expansion of the existing City Operator Program in order to plan, develop and implement a 24/7 311 Call Center in the City of Sacramento

2. Staff the call center with highly trained staff whose priority is good customer service.

3. Provide the call center with state-of-the-art telephone and Customer Relationship Management systems.
Specifically, in relation to this solicitation, the City intends to contract with a Proposer that can develop, configure, and implement a system that exhibits the following primary characteristics:

· Utilizes a hosted Web-based CRM solution with a minimum of configuration in the initial deployment.  

· Includes a comprehensive customer database with information about each specific customer.  The customer database must be linked to a request for service/information database with unlimited capacity for tracking requests by customer.

· Supports basic workflows for handling various types of requests and supports a knowledge base that can be used to research issues, find department and service information, and respond to requests.

· Integrates with geospatial data and is GIS-enabled to provide management reporting using the City’s base maps.

· Supports integration to City legacy systems. 
· Supports transition to an in-house hosted CRM application at the City at the end of the contract, including a comprehensive transition plan/data extract process.
1.4 Scope of RFP

The City of Sacramento aims to develop, implement and maintain a 311 Customer Service Program and a 24/7 Call Center to respond to constituent questions and service requests.  Most requests will come to the Call Center when a person dials 311 on their telephone when the telephone (wired or mobile) is located within the boundaries of the City of Sacramento.  To begin this effort, the City is interested in a Proposer that brings project management, technical expertise and hosting experience on similar CRM projects.  
The scope of products and services for this solicitation cover Phase 1A and 1B of a three phase 311 implementation plan.  Proposers are asked to provide services and associated costs for Phases 1A and 1B independently as instructed throughout the RFP.  Refer to the figure below for a depiction of the overall phasing the City intends to follow to implement the 311 program.
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For Phase 1A, the Proposer will be responsible for configuration, development and implementation of an application service provider (ASP) 311/CRM solution that will eventually be decommissioned when replaced by an in-house CRM solution hosted at City facilities at the end of the contract term.  The service provider selected will be responsible for hosting and administering the CRM system for two (2) years with two (2) one-year renewal options.  
The scope of Phase 1A will be limited due to budgetary constraints. The most critical aspect of Phase 1A will be the development of a comprehensive knowledge base that will allow customer service representatives to answer common questions regarding a variety of City services, programs, and processes.   The City anticipates the need for only 20 user licenses in Phase 1A, although the final license total may be slightly lower.  The system established in Phase 1A will be expanded to additional departments, allowing for entry of additional service requests and establishment of interfaces to legacy department systems as part of Phase 1B.  

Proposers must propose on both Phase 1A and Phase 1B.  However, pricing for these two efforts must be discrete and shall not assume that if the City implements Phase 1A, that Phase 1B will automatically be implemented.
For Phase 1B, the Proposer will be responsible for expanding access to and use of the ASP solution to additional City participants.  The system will be configured to support a limited number of service requests and complaints related to additional departments.  Additional licenses will also be purchased to expand access to the system to users within these departments.  The City anticipates 12 additional user licenses for the Phase 1B, for a total of 32 user licenses.  The configuration, testing, training, and deployment tasks required for Phase 1A will also be required for this phase.  
In Phase 1B the Proposer will be responsible for integrating the ASP solution with legacy departmental systems, possibly including Animal Care Services’ Chameleon System, Department of Utilities’ Customer Information System, and Department of General Services’ 7i work order system. The required effort will involve the design, development, and testing of these interfaces.  These interfaces will allow 311 program staff to open and automatically transfer service requests to departments and then automatically obtain service status via the CRM system.  
Finally, Phase 1B requires that the Proposer develop a transition plan for extraction and transfer of all data to a future CRM system that will be implemented and hosted at the City of Sacramento.  The transition plan shall include detailed data extract formats, value conversion tables and any other information needed for the City to receive and accept all data tables from the hosted application.  
.
It should be noted that the functional requirements stated within this RFP are for the full breadth of functionality desired by the City upon full implementation of the 311 program.   For this solicitation, the key functional areas that are required fall under Interaction Management and Information Management, as defined in Section 7, Statement of Work.  Other functional areas, in particular GIS-enabled functionality that can integrate with City base maps, are desired if the Proposer can provide it in a cost-effective manner.  
1.4.1 Use of Subcontractors 

With the City’s approval, if the Proposer contracts with other suppliers (subcontractors) to fulfill some of the Proposer services, the City shall require that the Proposer be responsible for the management and performance of subcontractors and other suppliers that the Proposer may involve in the provision of the subcontracted services.

The Proposer must ensure the following:

· The effective management of the contract;

· The delivery of all contracted services according to City requirements;

· IT security and privacy of data, applications, and networks function as required during and beyond the term of the contract according to City requirements;

· The provision and implementation of a smooth transition (commencement) plan to minimize disruption and risk to City operations and personnel during the transition period;

· The provision of an exit plan to minimize disruption and risk to City operations and personnel during the termination transition period;

· The continuous improvement of services, service levels, and/or price/productivity performance throughout the term of the contract.

1.4.2 City Key Responsibilities 

The Proposer must provide appropriate support to the City as it fulfills its responsibilities, including those in the following key areas:

Project Management 

· The City, with the assistance and input from Proposer, retains the ultimate responsibility for project management.  
· The Proposer’s Project Manager will report to the 311 Program Manager and 311/CRM Executive Sponsors (Directors of General Services, Government Affairs and Information Technology).  
· The Project Manager will receive day-to-day direction and support for the project from the City’s 311 Program Manager, Gina Knepp.
· The 311 Program Manager will work with the Proposer’s Project Manager to set direction for work, manage risk and issues, and ensure that deliverables are met.  
· The 311 Program Manager will also work with the Proposer’s Project Manager to assign appropriate resources to bring the project to completion.  
Policy and Standards Development

· The City, with the assistance and input from Proposer, retains responsibility for approving IT policies and IT standards for the City.

Data Security

· The City, with the assistance and input from the Proposer, will continue to be responsible for the setting of data security policies to protect its proprietary information.
· The Proposer will be responsible for designing and implementing a solution that meets City data security policies.
1.4.3 Project Funding

The City, through this RFP, is actively entering the marketplace to identify, analyze, compare and select a 311 solution.  Ultimately, the selected solution will be presented to the City Council for approval and award of contract(s).  Any contract resulting from this Request for Proposal (RFP) is subject to the appropriation of funds by the City Council.  
1.4.4 Changes in Scope of Services

During the proposal period, the City reserves the right to change, add to, or delete, any part of this RFP.  Additions, deletions, or modifications to the original RFP could result in RFP addenda, which will become an integral part of the RFP and/or potential Proposer proposal. 

The City reserves the right to award a contract for services that is less than those services specified in the scope of the RFP.   

2.0 RFP Process Instructions 

The following describes the process and requirements that the potential Proposers shall follow throughout the RFP process.

2.1 Administrative Information

2.1.1 Request for Proposals (RFP)

The City of Sacramento invites proposals from experienced, qualified contractors to provide services as described in this RFP.
2.1.2 RFP Issue Date
The Request for Proposals issue date is May 5, 2006.                           
2.1.3 Issuing Agency

City of Sacramento, Department of General Services.                                         
2.1.4 Key Action Events and Projected Dates
The following table outlines the tentative schedule for key action dates and times.  If the City finds it necessary to change any of the dates prior to submission of the Proposal (i.e. Event 4 – Proposals Due), changes will be accomplished through addenda to the RFP.  All dates subsequent to the submission of the proposal due date are approximate and may be adjusted as conditions dictate without addenda to the RFP.
	Event
	Date

	1. RFP issued
	May 5, 2006

	2. Proposers’ Conference at 2:00pm
	May 12, 2006

	3. Deadline for Questions on RFP
	May 19, 2006, 4PM

	4. Proposals Due
	June 5, 2006, 5PM

	5. Select Proposers Elevated to Demonstrations
	June 16, 2006

	6. Proposer Presentation/Demonstration 
	June 26-30, 2006

	7. Contract Negotiations 
	July 10-14, 2006

	8. Recommendation of Award to City Council
	August 1, 2006

	9. Proposed Project Start Date
	August 14, 2006

	10. Hosted CRM Application Go-Live
	November 1, 2006


NOTE:  The City of Sacramento reserves the right to modify the above dates.  Any changes will be forwarded to prospective Proposers in writing.

2.1.5 Contract Period

Following notification of selection, the successful Proposer will provide the implementation services described in the RFP for and be responsible for hosting and administering the CRM system for two (2) years with two (2) one-year renewal options.  
2.2 Point of Contact

All communication with the City must be directed to the single Point of Contact (Point of Contact) for this project, as follows:
	Name: 
	Gina Knepp

	Title: 
	311 Program Manager

	Address:
	5730 24th Street, Building 1

	Email address: 
	geknepp@Cityofsacramento.org

	Phone Number: 
	(916) 808-8333


Normal working hours are from 8:00 A.M. until 5.00 P.M. Pacific Time Monday to Friday.

2.3 Proposers’ Conference 

Attending the Proposers’ Conference is mandatory.  The Proposers’ Conference will give all Proposers the opportunity to gain further understanding of the requirements and will provide additional clarification to avoid multiple calls between the City and Proposers, thereby minimizing the impact on all parties.  The Proposers’ Conference will also provide a forum for interested parties to have equal access to clarifications of relevant Proposal specifications prior to the final Proposal submission.  

The Proposers’ Conference will be held on the following date and location: 

	Date:
	May 12, 2006

	Time:
	2:00 PM

	Facility:
	General Services Department
5730 24th Street Building 1

Sacramento, CA 95822




The Conference agenda will be the following:

· Review of the RFP
· Provide answers to questions previously submitted by Proposers 

· New questions and answers
Attendance will be limited to three (3) on-site representatives per Proposer. Please provide your questions and names of expected representatives attending the on-site conference to the Point of Contact by May 10th at 5:00 PM so that the City can prepare its answers.  Any questions regarding this Conference should be directed to the Point of Contact.

2.4 Requests for Clarification or Additional Information

Questions regarding the RFP document or process should be documented and sent to the Point of Contact identified in Section 2.2 of this RFP via e-mail only. Any written or verbal statements regarding this RFP by any person other than the Point of Contact prior to the award will be deemed unauthorized and may not be relied upon, except for such statements made in the authorized Proposers’ Conference.

We encourage Proposers to submit their questions by May 10th at 5:00 PM in order for responses to be prepared and delivered during the Proposers’ Conference. After that time, the City cannot guarantee that responses will be completed in time for the Proposers’ Conference. Answers to Proposers’ inquiries will be reviewed at the Proposers’ Conference and distributed in writing to all Proposers present.

Following the Proposers’ Conference, Proposers have the opportunity to submit additional questions, as expeditiously as possible, and not later May 19 at 4:00 PM. In order to clarify the RFP, the City reserves the right to determine which questions are relevant to this RFP process and, consequently, which questions shall be shared with all Proposers. After this date, the City cannot guarantee that responses will be completed in time for the proposal due date.

All requests for additional information or clarification of information in the RFP shall include:
· The company name

· Contact person’s name and title

· Contact person’s business address, phone number and e-mail address

· Clear and concise question(s)

· References to specific points within the RFP.

Until the RFP process is complete and the Proposers have been notified, unless explicitly authorized, all contact regarding this RFP with the City personnel outside of the Proposers’ Conference is prohibited. Violation of any of these conditions will be considered sufficient cause to reject a Proposer’s proposal and/or selection, irrespective of any other consideration.

2.5 Development of Proposals: Proposer Proposal Format Requirements

2.5.1 Mandatory use of the Proposal Format Template

To facilitate a timely and comprehensive evaluation of all submitted materials, proposals shall be submitted using the format defined in Enclosure A. The responses must be complete, and where information is omitted from a proposal, the City reserves the right to treat that proposal as non-responsive. Any deviation from this format may lead to the rejection of the proposal. 

All requests for information in all sections of this document must be answered as concisely as possible and with minimal marketing literature. Any deviations from requirements, or requirements that cannot be satisfied by the Proposer, must be clearly identified in the appropriate tables in Enclosure A. Proposals shall include a statement from the Proposer indicating that the Proposer understands the requirements of the RFP, the RFP enclosures, and accepts the terms and conditions under which the RFP was issued to the Proposer. All pages and sections in the proposal must be clearly numbered.

2.5.2 Response to the City of Sacramento Consultant and Professional Services Agreement
The City of Sacramento Consultant and Professional Services Agreement is being provided to each Proposer as part of the RFP (see Enclosure C).  For the reasons set forth below, an editable Word version will not be made available.

Each Proposer must respond to the City of Sacramento Consultant and Professional Services Agreement in accordance with the procedures and format set forth below.  Failure to follow the procedures or respond in the format below may jeopardize further consideration of Proposer’s proposal.  Do not create or send a redline document or City of Sacramento Consultant and Professional Services Agreement back to the City – the City will only review issues raised on the "Issues List".  The City will not read or consider any response other than that set forth below.

Proposer’s response to the City of Sacramento Consultant and Professional Services Agreement must contain the following:

1. Issues List – A detailed paragraph-by-paragraph, contract clause-by-contract clause description of any issues or concerns that Proposer may have with the City of Sacramento Consultant and Professional Services Agreement ("Issues List").  If Proposer objects to a particular paragraph or clause, then Proposer will need to further describe, in business terms and not in proposed language, the nature of its concern and what terms Proposer is willing to accept.  The Issues List shall provide the reason or rationale supporting the item of concern and/or counterproposal.  Simply stating that a paragraph is "Not Acceptable" or proposing alternative contract terms without describing in business language the reason or rationale will be considered non-responsive.  If Proposer does not identify specific concerns with a particular paragraph or contract clause, the paragraph and/or clause will be deemed acceptable.  The Issues List is to be provided to the City in Microsoft Word format.

2. Redlined Documents Will Not Be Accepted – Do not provide a redlined Agreement, paragraph or clauses back to the City.  Redlined text would only require the City to make potentially inaccurate assumptions about what Proposer’s specific issues or concerns might be.  Redlined text will not be reviewed by the City.
3. No Standard Proposer Form Contracts – Do not provide a copy of Proposer’s standard contract or proposed language to the City.  The City will be using the enclosed City of Sacramento Consultant and Professional Services Agreement in negotiations with the final Proposer, and the City's legal counsel will be making all agreed upon revisions to this document.
2.5.3 Mandatory Use of the Pricing Format Template 

Proposers shall provide complete pricing information in both hard and soft copy as part of their RFP responses.  A detailed pricing template is provided in Enclosure B in the form of a Microsoft Excel spreadsheet. The template includes fee summary sheets, as well as individual detailed fee worksheets that the Proposer is required to complete for both Phase 1A and phase 1B. Details on the contents and how to use these workbooks have been provided in Enclosure B.  The pricing shall be all-inclusive, and include any management fees.

2.5.3.1 Pricing Format content 

The Pricing Format is a composite MS Excel workbook containing multiple worksheets. This Pricing Format workbook includes worksheets for both one-time and recurring charges.  The following table defines the contents of the Pricing Format in Enclosure B. The Pricing Format is being provided under separate cover to this RFP and is provided specifically for use by the Proposer in preparing its pricing response for this RFP. Please also refer to the pricing section of this RFP document for pricing instructions. 

	Spreadsheet Title
	Description

	TOC
	· Pricing Workbook Table of Contents.

	Instructions
	· Instructions for completing the Pricing Workbook.

	Cost Summary
	· Pricing Worksheet for Proposer to provide a summary of the total proposed fees for a 5-year period.

	Cost Detail
	· Pricing Worksheet for Proposer to itemize cost details that are summarized in the Cost Summary Worksheet.

	Pricing Assumptions
	· Pricing Worksheet for the Proposer to itemize all assumptions upon which its pricing is dependent


2.5.4 Protection of Proposer and Procurement Process Confidentiality 

The contents of all proposals, correspondence, agenda, memoranda, working papers, or any other medium which discloses any aspect of a Proposer’s proposal shall be held in strictest confidence until after the Contract is executed.  Proposers should be aware that marking a document “confidential” or “proprietary” in a final proposal will not keep that document from being released after notice of intent to award as part of the public record, unless a court has ordered the City not to release the document.

If Proposer has proprietary or confidential information that is not subject to the California Public Records Act after the Contract is executed it must: 1) clearly label each document or portion of a document deemed a trade secret or confidential 2) upon request by a member of the public for that information, be able to articulate a legal basis for why it is not subject to the Public Records Act and cannot be disclosed and 3) defend, indemnify, and hold harmless the City from any loss, claim or suit, including attorneys’ fees, brought by any person challenging the claim for release of the documents.  Proposer will not under any circumstances hold the City responsible for any damages or losses incurred by Proposer or any other person or entity because of the release of such information in accordance with the law.   

The content of all working papers and discussions relating to the Proposer’s proposal shall be held confidential indefinitely unless the public interest is best served by an item’s disclosure because of its direct pertinence to a decision, agreement or the evaluation of the proposal.

Each Proposer will be required to submit a signed a confidentiality statement (Enclosure D, Attachment A). Any disclosure of confidential information by the Proposer is a basis for rejecting the Proposer’s proposal and ruling the Proposer ineligible to further participate.  Any disclosure of confidential information by a City employee may be a basis for disciplinary action, up to and including dismissal from City employment.  Total confidentiality is paramount, it cannot be overemphasized.

2.5.5 Protection of City Confidential Information

The Proposer engaging in services to the City pertaining to this project, requiring contact with confidential City information, will be required to exercise security precautions for all such data that is made available and must accept full legal responsibility for the protection of this confidential information. This includes all financial, statistical, personal, technical and/or other data and information relating to City operations that are designated confidential by the project.

To preserve the integrity of the security measures integrated into the City's automated information systems, each Proposer is required to sign Enclosure D, Attachment A, Confidentiality Statement. Under no circumstances shall the Proposer sell or otherwise disclose to any unauthorized third party, or inappropriately use or publish the contents of any records or data submitted for processing.

2.6 Submission of Proposals

2.6.1 Submission of Proposals Requirements

All Proposer responses to this RFP shall be delivered by the dates specified in Section 2.2.

One original Proposer proposal signed by a duly authorized officer, six (6) additional (hard) copies and one (1) electronic copies on CD (Microsoft Office format), are to be submitted to the City in sealed envelopes, addressed to:
City Clerk
RFP# PO61311013
Historic City Hall
City of Sacramento

915 I Street, First Floor
Sacramento, CA 95814
Hard copy proposals are to be assembled in loose-leaf, three-whole punch binders with appropriate tabs for each section. Do not provide proposals in glue-bound binders or use unusual binding methods that make the binder difficult to remove, such as Kroy binding.

All proposals shall be complete, in writing and with no pertinent information omitted. Proposals shall use and be organized according to the formats described in Enclosures A and B. 

The Proposer submitting the proposal shall be primarily responsible for carrying out the work called for in the proposal. If the Proposer is so invited by the City, the Proposer’s proposal in response to this RFP will constitute an offer to develop a contract based on the terms stated in this RFP. The City requests comprehensive, cost-effective, quality solutions that meet all of the requirements in this document. Partial solutions may not be considered. 

All proposals shall remain valid for a minimum of 120 days from date of receipt of proposals by the City. Proposer proposals will be assumed to be Best And Final Offers (BAFO), subject to Due Diligence and negotiations. Pricing after negotiations shall not be higher than 10% of initial proposal pricing.
Proposer should note that those proposals that do not reasonably satisfy the minimum requirements shall be excluded from further consideration.  The City reserves the right to accept or reject any proposal without further consideration for any reason.

2.6.2 Late Submission of Proposer Proposals

Any proposal received after the specified due date and time will be rejected, pursuant to Chapter 3.64 of the Sacramento City Code.

2.6.3 Rejection of Proposals

It is recognized that each Proposer may have developed unique and typical methods of service delivery.  It is not the City's intention to disqualify a Proposer due to variations in service delivery that do not adversely affect quality and performance.  Any proposal offering services equivalent to or of better quality and performance than that requested, which provides the necessary service, will receive full consideration for award.

The City of Sacramento reserves the right to reject any and all proposals received in response to this request, or to negotiate separately with any source whatsoever in any manner necessary to serve the best interests of the City.  THE CITY OF SACRAMENTO MAY IN ITS DISCRETION DETERMINE NOT TO AWARD A CONTRACT SOLELY ON THE BASIS OF THIS REQUEST FOR PROPOSALS AND WILL NOT PAY FOR THE INFORMATION SOLICITED OR OBTAINED.  The information obtained will be used in determining the proposal that best meets the City's needs.

Rejection of a proposal does not imply criticism of the proposal, or that the proposal is deficient.  Rejection of any proposal means only that another proposal or alternative was deemed more advantageous to the City.

All material submitted that is not been clearly designated in the proposal itself as proprietary information becomes the property of the City and may be returned at the City's option.

Proposals submitted become the property of the City and may be reviewed and evaluated by any persons at the discretion of the City.
2.6.4 Withdrawal of Proposer Proposals

Unauthorized conditions, limitations, or provisions attached to a proposal may be cause for its rejection.  No oral, telegraphic or telephonic proposals or modifications will be considered.  The proposal may be withdrawn upon request by the Proposer without prejudice to the Proposer prior to, but not after the time fixed for opening of proposals, provided that the request for withdrawal is in writing, has been executed by the Proposer or the Proposer's duly authorized representative, and has been filed with the City.

2.6.5 Ownership of Proposal Documentation 

All proposals (and related materials), once submitted, become the property of the City.

By submitting a proposal, the Proposer licenses the City to reproduce (within the City and to its advisers for the City’s internal purposes only) the whole or any portion of the Proposer’s proposal, notwithstanding any copyright or other intellectual property right.  The City may also share submitted materials should a request related to the California Public Records Act be submitted from a Proposer or the public.  Any information in the Proposer’s proposal deemed proprietary must be so indicated and a statement of why the specific material is proprietary.

2.6.6 Acceptance of Proposer Proposals

The City intends to proceed if it can enter an agreement with a Proposer that meets the Project Objectives stated in Section 1.3.  However, any change in commercial considerations or other requirements may result in the termination of the project.  The City also reserves the right to enter negotiations with more than one Proposer.
2.6.7 Costs Incurred

The City will not be responsible for any costs incurred by the Proposer in the preparation of its proposal, due diligence or negotiation of an agreement whether or not finally awarded.  Such proposal and business development costs shall not be included in the cost basis of services to be provided to the City.

2.7 Proposal Evaluation Criteria 

The competency, experience and background of Proposers will be considered in making the contract award. A proposal other than the lowest priced may be selected if the City determines, at its sole and absolute discretion that its interests will be best served by doing so. 

2.7.1 RFP Response Evaluation Criteria

The City will apply a pass/fail assessment of each proposal for areas of administrative compliance (e.g., submission of all materials on time as requested that provide all information requested).  For those proposals that pass this administrative review, the City will use non-subjective criteria to score and select the winner.  The City will use the following evaluation model when assessing proposals:
	
	POINTS

	PART 1.  WRITTEN PROPOSAL
	

	Experience of the Proposer on Similar Projects

· Qualifications & Experience of the  Firm  and Project  Team:
i. Project Manager

ii. Project Team
iii. Firm’s Experience in CRM Public Sector Solutions 
	225

	Product Functionality
· Ability of the Software to meet the City’s Requirements
· Ease of Use

· Configurability

· Breadth of Functionality Offered
	200

	Work Plan and Approach
· Logical Well-planned Approach

· Project Team Organization

· Quality Control and Supervision

· Project Approach, Initiative and Creativity
· Transition Support, Knowledge Transfer and Training
	150

	Schedule
· Complete/Thoroughness/Ability to Meet Desired Schedule

· Reasonableness and Acceptability of Proposed Schedule

· Adequacy of Proposed Staff to Meet Schedule
	100

	ESBE

· Subcontracting ESBE participation
	75

	References
· Proposer’s Record of Performance on Similar Projects
	100

	SUBTOTAL
	850

	Total Cost of Solution
	250

	SUBTOTAL
	250

	INTERVIEW (IF REQUIRED)
	

	Presentation/Demonstration
· Presentation and Experience of the Project Manager and Team

· Software Demonstration
	250

	Work Plan 
· Feasibility

· Availability of Staff

· Quality Control and Supervision

· Initiative and Creativity
	150

	SUBTOTAL
	400

	TOTAL
	1500


The City will utilize judgment and common sense in evaluating proposals.  The evaluation categories and awarded points are used to assist the City in rendering a decision through empirical analysis; however, the City reserves the right to conduct other evaluations and measurements of Proposer responses as may be required in order to render an informed and optimum decision that provides the best solution to the City.

Prior to making its decision, the City will conduct a thorough review of all proposals. The City may, at its sole discretion, seek clarification regarding any proposal information and may do so without notification to any other Proposer.

2.8 Finalists Selection and Subsequent Steps 

The City is applying a one-step review and selection process to determine the selected Proposer.   The following subsections provide more detail on the process components.

2.8.1 RFP Response Finalists Selection and Proposers Notification

Following submission of the responses to the RFP, the City will evaluate all proposals and will select a group of finalists who receive the top 2 scores (including ties) based on the evaluation criteria provided in Section 2.7.  All Proposers will be notified of these results.   

The City reserves the right to reject any or all proposals and enter into negotiations with any Proposer(s) that the City may choose. The review procedure will continue until the City chooses an acceptable Proposer or until the City chooses to reject all proposals. 
2.8.2 Due Diligence – Confidential Discussions

Confidential discussions will be scheduled with the top two scorers, where each firm will be given an opportunity to explain any area of concern or clarification with the evaluation team.  An agenda will be prepared and questions will be solicited by the City from each Proposer in advance.  Responses to questions will be documented and distributed following the meeting.  Any answers to questions generated through these discussions that would benefit all Proposers will be distributed through an Addendum.

2.8.3 Proposer Presentations / Demonstrations 

Proposers will be asked to participate in a 4-hour Proposer presentation /demonstration process that will be conducted onsite at the City of Sacramento facilities.  The first 30 minutes of this demonstration will allow the Proposer to present their proposed solution and approach to the City.  The remaining 3 ½ hours will be an outlined review by the City of the software product(s) being proposed.  
The City’s evaluation team and City business and technical users will be in attendance for each of these demonstration opportunities.  The demonstrations are intended to be an overview focusing on key aspects of the system.  The Proposer will be expected to utilize the majority of the time demonstrating the product and highlighting its selling points.  Evaluation points will be awarded for the Proposer’s presentation and demonstration. 

2.8.4 Proposer Reference Checks 

For the top two scorers, the City’s evaluation team will contact Proposer customer references by telephone.  In addition, the team may arrange at this time to visit Proposer customer sites or corporate offices to further confirm and evaluate the proposed solution.

2.8.5 Negotiations

The City will enter into negotiations with the selected Proposer after the previous steps have concluded and final scores have been adjusted based on the results, following the negotiations rules and procedures identified in Section 5.5. Further details will be given at least 5 days before the beginning of negotiations.
2.8.6 Contract Execution 

The selected Proposer must deliver to the City certificates of insurance and all other documents required in this RFP and its enclosures. Contract terms may require, at the sole discretion of the City, a performance bond, guarantee agreement, letter of credit, or other form of guarantee in such an amount as the City may determine subject to its review of the Proposer's proposal.

Within a specified period of time (to be agreed upon during contract negotiations) after presentation to the Proposer of the agreed-upon final contract, including any relevant supplements(s), the selected Proposer must duly execute the agreement and return it to the City for execution. The failure of the selected Proposer to duly execute and return the agreement, together with certificates of insurance and any other required documents, within the specified time period, will entitle the City, in addition to all other rights and remedies available to it, to reject or rescind the contract.

Any resulting contract that may be awarded to the Proposer as a result of this RFP shall be a stand-alone contract and shall not be subsidiary to any other contract or terms and conditions that may be in effect between the parties.  However, the Proposer shall identify any existing contracts that are currently effect that will or may potentially effect or be affected by any contract resulting from this RFP.

2.9 Rules Governing Competition
2.9.1 Contract Period

Following notification of selection, the successful Proposer will provide the implementation services described in the RFP and will be responsible for hosting and administering the CRM system for two (2) years with two (2) one-year renewal options. 
2.9.2 Economy of Preparation
Proposals should be prepared simply and economically, providing straightforward, concise delineation of the firm's capabilities to satisfy the requirements of this RFP.  Fancy bindings, colored displays and promotional materials, etc. are neither necessary nor desired.  However, technical literature about the firm's experience and qualifications may be included.  The emphasis should be on completeness and clarity of content.  In order to expedite the evaluations, it is essential that specifications and instructions contained in the Proposal Instructions are followed exactly as outlined in Enclosure A.  The evaluation process will not provide credit for capabilities or advantages which are not clearly described in the written proposal.

2.9.3 Proposal Signature

If the proposal is made by an individual, it shall be signed and the individual's full name and address shall be given.  If it is made for a firm or partnership, it shall be signed with the firm or partnership name by a principal of the firm or partnership, who shall sign his or her own name and title.  The names and addresses of each firm principal or partner shall also be provided.  A Certificate of Secretary shall be attached to any proposal submitted by a corporation.

2.9.4 Extension of Time

If a Proposer needs an extension of time to prepare a proposal, a request should be forwarded in writing not later than May 19, 2006.  The request should be directed to                      the Point of Contact.  The granting of an extension will be based on the number of such requests and the reasons for the requests.  In the event of an extension, all known prospective Proposers will be notified immediately.  The City reserves the right to adhere to its original schedule.

2.9.5 City Use of RFP Ideas

The City reserves the right to use any or all service ideas presented.  Selection or rejection of a proposal does not affect this right.

2.9.6 Acceptance of Proposal

Any Proposer submitting a proposal shall thereby automatically agree to each and all of the terms, conditions, provisions and requirements set forth and contemplated in this Request for Proposals.

2.9.7 Acceptance of Proposal Content

The contents of the proposal of the successful Proposer will become contractual obligations to be contained in a formal written agreement.  Failure of successful Proposer to accept these obligations in a formal agreement may result in cancellation of the award.

2.9.8 Contract
The City's General Provisions, which include insurance requirements, are included herewith and are incorporated herein by reference.  The City’s General Provisions will become part of the contract agreement.  Contract negotiations will be undertaken simultaneously with the proposal evaluation for the finalists as determined by the City.

2.9.9 General Conditions
The general conditions and technical requirements outlined in this document set shall be applicable to all work.

2.9.10 RFP Errors
Should a Proposer feel that an error appears in the RFP documents, the Proposer shall notify the City of Sacramento Point of Contact not later than May 19, 2006.
2.9.11 Changes
The City shall have the right at all times to require changes in, additions to, or omissions from the work contemplated by the contract documents, and the same shall not void the contract.  Changes, additions or omissions so required shall be made only by means of a written change order bearing the acceptance endorsement of the Proposer.

2.9.12 Licenses
The Proposer shall be required to obtain any necessary licenses and shall comply with all Federal, State, and local laws, codes and ordinances without cost to the City.

2.9.13 Copyrights and Patents
Proposer shall hold the City of Sacramento, its officers, agents, servants and employees harmless from liability of any nature or kind because of any copyrighted composition, secret process, patented or unpatented invention, articles or appliances furnished or used under any contract resulting from this bid, and agrees to defend, at its own expense any and all actions brought against the City of Sacramento or themselves because of the unauthorized use of such articles.

2.9.14 Non‑Waiver of Defaults
Any failure by the City to enforce or require the strict keeping and performance of any of the terms and conditions of the contract, shall not constitute a waiver of such terms and conditions, nor shall it affect or impair the right of the City to avail itself of such remedies as it may have for any breach of the terms and conditions.

2.9.15 Business Operations Tax Certificate
Chapter 3.08 of the Sacramento City Code requires that anyone conducting business in the City of Sacramento obtain a Business Operations Tax Certificate and pay the applicable tax if necessary.  The successful Proposer, and any subcontractors, will be required to show compliance with this requirement prior to award of the contract.  Information about the Business Operations Tax Certificate may be obtained from the City of Sacramento Revenue Division, 915 “I" Street, 1st Floor, Sacramento, CA 95814, or by telephone at (916) 808-8500.

3.0 Current Environment

3.1 City of Sacramento Overview
The City of Sacramento, population 418,711, is the cultural, educational, business and governmental center of a four county metropolitan region.  As California's capitol City, Sacramento is center stage for governmental policy for the entire state. A dynamic business sector, an expanding public transportation system, affordable housing, and growing cultural, educational, and medical facilities serve the needs of 1.5 million people in the region.
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Founded in 1849, Sacramento was California's first charter City and is at the heart of California history – the gold rush, Pony Express and first continental railroad all began in Sacramento. The confluence of two of the state's largest rivers is just a short walk from the steps of City Hall. San Francisco, Lake Tahoe and Yosemite Valley, all offering a wide variety of recreational and cultural activities, are just a few hours away. The City's rich historical heritage, commitment to quality of life, and abundance of trees and parkland contributed to Newsweek magazine naming Sacramento one of the ten best cities in the United States. Sacramento has become one of California's main tourist centers. The restored state capitol, miles of rivers and river parkways, north America's largest railroad museum, and the Old Sacramento restoration are just a few of the City's many attractions. Law schools, a California State University, a University of California campus, and numerous community colleges serve the region. Sacramento is a progressive City with great pride in its ethnic and cultural diversity, concern for environmental and social issues, and emphasis on quality in the provision of governmental services.

Sacramento is a Charter City and operates under the Council - Manager form of government, eight Council members are elected by District and serve overlapping four year terms.  An independently elected Mayor serves a four - year term and is a member of the City Council.  The City Council appoints four charter officers – the City Attorney, City Clerk, City Manager, and City Treasurer.  
3.2 Current Operations
While most City departments strive to be customer-focused, limited staffing levels and inadequate technical resources make it difficult for staff to address customer service issues in a consistent and timely manner. At times, customers perceive City staff as unresponsive when, in fact, they are doing the very best they can under difficult conditions. 

An analysis of City contacts determined that, collectively, the Mayor/Council Offices and City departments, exclusive of Police 911 calls, receive more than 1.9 million customer service phone calls per year, in addition to contacts through other communication channels (e.g., e-mail, letter, walk-in).  These calls range from simple information requests, such as the hours of operation for a specific department, to complex service requests involving activities performed by several departments, such as obtaining approvals for a home renovation.

Figures were derived from a survey that was administrated to all City departments.  A total of 51 departmental organizations responded to the survey. Given that the majority of respondents did not generate contact estimates through formal tracking and reporting systems, and the level of confidence City employees have in the estimates provided, estimates should be viewed with some caution.  These volumetric figures are provided to assist Proposers in determining scope of services and functionality. 

3.2.1 Summary of Call Volume Estimates

The following provides a summary of the current City of Sacramento customer contact volumes for all categories addressed in the survey:

· General information requests (handled by the department vs. referred)

· Service requests (handled by the department vs. referred)

· Complaints

· Other type of customer contact initiated by the customer

· Outbound customer contact initiated by the department (e.g., surveys, mailings)
This information is provided to enable Proposers to understand the scale of contacts and the channels most commonly utilized so that proposals will best meet City needs.
3.2.1.1 General Information Requests

The following presents the summary of customer contacts by channel for information requests. General information requests are defined as contacts for acquisition of basic information, such as hours of operation, location of sites and services, and simple department-specific inquiries. According to the data submitted, the primary channel for information requests is the telephone. The second- and third-most-frequent methods used by customers to obtain information are through the Web, and e-mail, respectively.

Estimated Annual Volume of General Information Requests to the City 

	
	High
	Typical
	Low

	Phone Call
	1,365,132
	890,316
	675,756

	Letter
	15,720
	9,732
	4,692

	E-Mail
	231,192
	115,620
	60,408

	Web Site
	359,088
	246,108
	182,316

	In-Person
	296,412
	177,948
	105,172


3.2.1.2 Service Requests

The following presents the summary of customer contacts, by channel, for service requests. According to the data submitted, the primary channel for service requests is the phone. The second- and third-most-frequent methods used by customers for service requests are in-person visits and writing a letter, respectively.

Estimated Annual Volume of Service Requests to the City 

	
	High
	Typical
	Low

	Phone Call
	439,716
	287,184
	203,028

	Fax
	27,444
	17,388
	12,360

	Letter
	55,704
	38,142
	22,656

	E-Mail
	49,404
	27,696
	15,660

	Web Site
	5,652
	3,372
	1,488

	In-Person
	143,448
	100,272
	65,772


3.2.1.3 Referrals
The following presents the summary of customer contacts, by channel, for referrals – calls that can not be handled by the department originally contacted. According to the data submitted, the primary channel for referrals is the phone. The second- and third-most-frequent methods used by customers for referrals are in-person visits and e-mail, respectively.

Estimated Annual Volume of City Referrals
	
	High
	Typical
	Low

	Phone Call
	157,524
	114,564
	80,772

	Fax
	2,052
	1,284
	420

	Letter
	2,952
	2,028
	864

	E-Mail
	9,264
	4,056
	1,284

	Web Site
	1,344
	492
	84

	In-Person
	12,120
	7,092
	3,384


3.2.1.4 Other Contact Initiated by Customer

The following presents the summary of other contacts initiated by the customer that do not fall into the categories above, such as complaints. According to the data submitted, the primary channel for other contacts is e-mail. The second- and third-most-frequent methods used by customers to initiate other contact are phone calls and fax, respectively.

Estimated Annual Volume of Other Customer Contacts to the City 

	
	High
	Typical
	Low

	Phone Call
	32,988
	18,912
	7,452

	Fax
	1,908
	1,200
	456

	Letter
	1,140
	750
	468

	E-Mail
	67,776
	47,292
	38,220

	Web Site
	288
	204
	132

	In-Person
	1,248
	516
	228


3.2.1.5 Outbound Contacts Initiated by Department

The following presents the summary of outbound contacts initiated by a department, such as surveys, mailings or communication of program information. According to the data submitted, the primary channel for outbound contacts is the telephone. The second- and third-most-frequent methods used by departments to obtain/disseminate information are through written letters and e-mail, respectively.

Estimated Annual Volume of Other Contacts Generated by City Departments 

	
	High
	Typical
	Low

	Phone Call
	645,768
	338,292
	249,708

	Fax
	22,260
	12,144
	6,492

	Letter
	351,288
	134,784
	56,832

	E-Mail
	238,524
	141,048
	102,192


3.3 Computing Environment
Due to the fact that the City is requesting an ASP solution for this solicitation, detailed technical information is not provided in this document.  However, Proposers can submit questions for specific technical information that is relevant to this effort.  The information provided below is intended to communicate key aspects of the technical environment that may be useful in determining the optimal solution for the City.
3.3.1 Connectivity

The City has taken advantage of its fiber optics network to connect all major facilities providing an excellent telecommunications infrastructure to transport data and provide information to City departments. Desktop PC’s are connected via Ethernet using standard TCP/IP protocols at 100Mbps speeds.

Internet connectivity is through redundant Internet Service Proposers (ISP’s) and is centrally managed and secured through the City Firewall. The Internet speed is 10Mbps for the primary ISP and 6Mbps through the secondary ISP.

3.3.2 Data Sharing

The City uses Novell Netware servers to store and share files and documents. The City’s Enterprise Messaging (email and calendaring) is Novell GroupWise. Microsoft NT servers are used for application and database only.

3.3.3 Personal Computers

City desktop PC’s utilize an Internet Explorer v6.x browser (and higher, in some instances) with 128bit encryption. Java clients vary by individual application and can possibly contend with other Java applications. Any Java application or plug-in must be specifically identified by name, version and function in the RFP response.

3.3.4 Security

The City is protected from the Internet by highly available firewalls.  Public facing servers are in a DMZ.  Internal traffic is allowed outbound for authorized services, such as http, SMTP, DNS, etc.  Inbound traffic is not allowed in any way to the private network, except such services that are served in the DMZ.  Databases that are shared between the private and DMZ networks are held in a third, isolated and secured network that has no internet connectivity.  “Back-end” databases from the DMZ to the private network are not permitted.  Site-to-site VPN connectivity is possible in some cases and subject to our policies and guidelines.
The City allows data traffic to be initiated from the inside City Network to any outside Internet accessible vendor or web site, providing the site is not on any prohibited (web filtered) category.

Any web traffic or transaction to an ASP solution must be secured using standard encryption such as SSL.   All authentication must be encrypted.  Private, or sensitive, customer data must be encrypted while traversing any network and should be stored in a secured environment.

3.3.5 Existing Applications

The City uses a number of systems to track contacts, process work orders, and track other information relevant to 311.  For the scope of work described in this solicitation (Phase 1A), no interfaces are assumed to be in scope.  However, the City intends to interface the CRM system to a number of work order systems in the future (Phase 1B) and beyond.  Enclosure F provides a list of applications currently used in the City.
4.0 Proposed Future Environment
4.1 Vision for 311

To understand the business drivers behind the need for, and benefits of, a 311 customer service call center, input was solicited from all City Departments and Organizations. Each Department was asked to rank the importance of business drivers influencing the implementation of 311.  The following is a summary of the business drivers based on 48 responses, ranked in order of importance:  
1) Customer Demand for Greater Simplicity and Access to Services
2) Customer Demand for Faster Service Response 

3) Customer Demand for Improved Consistency
4) Cost Reduction/Increased Efficiency of Personnel
5) Increased Management Accountability
6) Relieve 911 Congestion
7) Political Demand for e-Government and 311/Regulation and Mandates.

The 311 Steering Committee developed the following vision for the 311 Customer Service Call Center based on interviews conducted with internal stakeholders (including leadership and staff within the Mayor’s/Council Office and Departments and external stakeholders (including neighborhood association leaders, County 311, 211 and neighboring City representatives).  

· Provide internal and external customers with easy access to City information and services through a centralized customer service entry point on a 24x7 basis

· Calls answered by a live person (use of Interactive Voice Response/IVR as overflow resource and specified purposes only – e.g., call back or being forwarded to a known IVR)

· Central source of information on all City services 

· Highly trained call takers who can handle a wide variety of calls and respond with the correct information

· Source for information on progress related to a service request

· Multi-channel access - Web and fax access

· Centralize assessment and coordination of City operations

· Track overall performance related to delivery of City services

· Assess fulfillment of customer “warranties” and make adjustments as appropriate

· Proactively identify issues as they arise and generate a coordinated response
· Address customer service issues (e.g., allocation of resources)

· Reduce the number of misdirected non-emergency 911 calls, e.g.: 

· Flood information
· Basic Landlord/Tenant issues 

· Loose pets
· Code Enforcement violations
4.1.1 Key Attributes of the 311 Vision

To further build on this vision, there are several key attributes for providing enhanced service delivery to City of Sacramento customers. These include:

4.1.1.1 Provide internal and external customers with easy access to City information and services through a centralized customer service entry point on a 24x7 basis
· Customers will be able to request any City information or submit service requests through the 311 Customer Service Call Center by dialing 311, e-mailing, faxing or accessing the City’s Web site. Customers will know what to expect from, and not be disappointed by, the method they choose.

· Customer Service Call Center Staff will be equipped with scripts and answers to common questions and service requests so that they are able to quickly and efficiently diagnose and address customer questions or requests.

· Customer Service Call Center staff will assess each situation based on a complete interview with the customer and will either provide information or route the service request to the appropriate party on behalf of the customer, ensuring the customer gets to the right person the first time.

· Customer Service Call Center Staff will be equipped with the most up-to-date information available regarding all City services to provide customers with efficient and effective services.

· As appropriate, the Customer Service Call Center may follow up with customers to ensure services were provided in accordance with established service expectations.

4.1.1.2 Centralize assessment and coordination of City operations
· 311 Call Center and Department Staff will record their interactions with customers, from service request to fulfillment, in a City-wide customer relationship management system (CRM application).

· Management and staff will have immediate access to service provision information that will enable them to improve customer service delivery (e.g., service request frequency, fulfillment time frames, etc.).

· Management and staff will be held accountable for providing services in accordance with mutually agreed-upon service-level expectations. Data captured by the CRM application will be used to assess performance and determine where improvements must be made.

· Customer Service Call Center staff will work with Departments to assess the data tracked by the Customer Relationship Management (CRM) system and determine where changes should be made to improve service delivery and response.

· The 311 Program Manager will work closely with the City Manager’s Office, Emergency Operations Center and other entities as appropriate to effectively coordinate response to emergencies and disasters as they occur.  

· In the event of an emergency or disaster, the 311 Customer Service Call Center will be used to provide information to customers regarding response efforts, and any pertinent information that helps customers in need.

4.1.1.3 Reduce the number of misdirected non-emergency 911 calls
· 311 calls will be answered by a live operator who will assist callers with non-law enforcement related emergency and non-emergency City government information and service requests.

· Misdirected callers to 911 will be transferred to 311 and educated about this new service.

· Educational materials will be distributed through marketing efforts clearly explaining the difference between an appropriate 911 call vs. a 311 call.

5.0 Principal Requirements

The Proposer shall provide the Services, including any constraints or further description provided in this RFP, as follows:

5.1 Implementation Services 
The Proposer agrees to provide Services as defined in Section 7, Statement of Work.  Services will include any supplemental services that are requested by the City and added to the scope during the proposal period or supplemental services that the Proposer deems a requirement to deliver quality services.  The Proposer is required to price its proposal to provide the Services using the SOW requirements, baseline data and projections.  

5.2 City Standard Service Agreement
Please refer to Enclosure C of this RFP for the City detailed contract terms and conditions. A number of enclosures to the RFP will become part of the contract.

5.3 Personnel

The Proposer must provide the Services in a professional manner using only individuals of suitable training and skill. The proposal shall describe proposed personnel, both transitional and "steady-state” and organization arrangements to provide service support. The Proposer should provide a biography of the project director with overall responsibility for the success of the Proposer contract. The Proposer is required to provide biographies of all employees that will be assigned to the account.

5.4 Implementation Services 

The implementation of the 311/CRM application from the Proposer to the City shall NOT DISRUPT the City business processes (e.g., be completely invisible to the City's internal end-users and customers). A Proposer-developed implementation plan and acceptance test plan that is acceptable to and approved by the City will be necessary upon contract signing. 
As described in Enclosure A, Proposer shall submit a plan outlining costs, activities, project schedule, and the acceptance test plan associated with the transfer of support for 311/CRM system to the City.  This plan shall include Proposer and City tasks, timelines, responsibilities, dependencies, major milestones, transition completion dates and deliverables, and acceptance testing procedures. The transition of support for the application by the City should be accomplished as rapidly as possible, but individual sites and/or services may occur at different times throughout the process. Proposals should include suggestions and methods to facilitate this implementation. 
The City will require a completed operational procedures manual(s) that is reviewed and acceptable to the City prior to the final acceptance of the 311/CRM system. The City will also require completion of an acceptance test plan, process and test after the implementation of the system.  The acceptance test will involve meeting minimum criteria. These criteria will include, but are not limited to, the achievement of specified system availability, performance and service level commitments for a period to be determined during contract negotiation. The Proposer will be required to provide a statement indicating compliance with the implementation and acceptance test.
In the event that the Proposer fails to complete the implementation and acceptance test within the time period agreed upon, the City reserves the right to terminate the contract and draw or claim upon any Proposal bond performance guarantee, letter of credit, surety or other form of guarantee provided for the benefit of the City pursuant to the terms of the contract.

5.5 Negotiation Rules and Procedures

The negotiation rules and procedures are as follows:

5.5.1 Proposer's Negotiation Team

· Proposer will deploy a senior negotiation team for the contract negotiations.

· The City desires that the Proposer negotiation team be led by their proposed Account Executive, who would be responsible for day-to-day operations.

· The negotiation team must be empowered to make decisions on all parts of the Agreement, including pricing and other key business terms such as service level agreements, events of default, liabilities, damages, etc., to be assumed by Proposer.

· The Proposer agrees to honor the spirit of this Proposal process by limiting contact to the City team members authorized to conduct the process. Any deviation from authorized points of contact will be grounds for proposal rejection.

· The negotiation team must contain a senior lawyer from Proposer.  The senior lawyer must have reviewed the Agreement and been directly involved in the development of the Issues List.

· Continuity in the Proposer negotiation team is to be maintained by the Proposer.  Adding new members to the team and/or substituting team members will only cause delays in negotiations and therefore should be avoided.

· If it is determined that Proposer's negotiation team is not empowered to negotiate the Agreement, or if substitutions are made or if additional members are added to the team, the net effect of which is to delay the negotiations, then the City reserves the right to cease negotiations and require the Proposer to reimburse the City for expenses incurred in connection with Proposer's failure to comply with the above procedures.

5.5.2 Control of Document

The City will retain revision control of the Agreement, including all Schedules and Attachments.

5.5.3 In Person Meetings and Location of Meetings

Negotiations will be conducted on City premises at times and locations to be determined by the City.  Meetings will require the in-person presence of the entire Proposer negotiation team. Meetings via telephone may be scheduled at the discretion of the City.

5.5.4 Costs and Expenses

Proposer will be responsible for its own costs and expenses in negotiating the Agreement.

6.0 Financial Requirements

This section specifies the City’s financial requirements that the Proposer is required to provide in support of providing IT Services specified within this RFP.

6.1 Pricing Structure and Fees

· The Proposer shall provide complete pricing for the set of Services as described in Section 7, Statement of Work. This pricing is all-inclusive for the specified Services to be provided under the RFP. 

· The Proposer is required to provide a detailed pricing breakdown for each of the Services. The Proposer shall utilize the pricing breakdown structure specified in the Pricing spreadsheet provided in Enclosure B.

· It is understood and accepted by both the City and the Proposer that the pricing comprises all necessary costs, including all labor and materials to deliver the Services as specified in this RFP, applicable taxes, duties, licensing and leasing fees incurred to provide the Services. The Proposer assumes all liability for any omissions.

· The Proposer shall clearly identify and explain all of the assumptions it has made, upon which its pricing is predicated in the appropriate section of Enclosure B.  The Proposer shall also state if any charge is subject to special conditions, and clearly specify those conditions and quantify their impact upon the charges.
· The Proposer shall state all prices in dollars and these prices shall include all charges to the City. That is, the proposed service charges shall be inclusive of all expenses, charges and costs for the City specific assets and other resources incurred by the Proposer in providing the service.

· The Proposer’s estimates of charges for later years of the contract shall be expressed in current dollars for evaluation purposes. Evaluation of all contract costs shall entail the use of a risk adjusted discount rate for NPV calculations that reflects the City’s assessment of prevailing commercial conditions.

· The Proposer is required to state what discount provisions will apply with respect to discounts for prompt payment, or other discount mechanism/s the Proposer wishes to submit.
· The City will favor the Proposer whose proposal contains a minimum of assumptions, constraints, caveats and exceptions to the terms and conditions proposed herein.  
· All prices shall remain valid for a period of 120 days from the date determined as the final acceptance date for proposals. 
6.2 Termination Costs 

The Proposer should detail the costs for termination for convenience if applicable, and provide an Exit Plan with associated costs within their proposal.  Proposer shall be compensated based on the completion of services provided, as solely and reasonably determined by City of Sacramento.

6.3 Non­Chargeable Activities

Without limitation, the City has no obligation to pay for any increased Resource Usage to the extent that it is attributable to the following:

· System Changes—Any system change that results in a Resource Usage increase that is made by the Proposer or its authorized subcontractor(s), which the City did not request and approve in advance through a formal Change Control process. 

· Proposer Corrections—Any action required or elected to be taken by the Proposer to correct or remedy any error or performance failure by the Proposer or any third-party entity acting on the Proposer’s authority to provide the Services in accordance with the RFP or Agreement.

6.4 Definitions

· Baseline, annually adjusted prior to each year of the agreement, means the City’s estimate of the quantity of resource units.

· “Use” or “Usage” in relation to any Resource Unit (e.g., user, devices), based on the number at the start of the first business day of the relevant month. 

7.0 Statement of Work

7.1 Scope of Services
The scope of services required for this project will include at a minimum, the items and efforts listed below.  All the tasks considered necessary and beneficial for the project should be included.  For the agreement between the Proposer and the City, a full and detailed scope of service will be developed through consultation, but it will be based on the submitted work plans. 
PHASE 1A
The goal of Phase 1A is to secure an ASP vendor that can configure its system to allow the City Operator to field informational calls from the general public and internal customers.  All calls will be tracked for reporting and trend analysis purposes to support continuous improvement of City services and the 311 program.  An extensive knowledge base housing key City program and service information, as well as supporting customer service scripts to aid data capture for various departments, will be the primary focus of Phase 1A.  This system will be expanded to pilot departments allowing for entry of service requests and interfaces to pilot department systems as part of Phase 1B, which is described in the next section.  The following tasks must be executed by the Proposer for Phase 1A.
TASK 1: Project Initiation

Description:
As part of the initial tasks, the Proposer will have a kickoff meeting with the Project Executive Sponsors and Project Steering Committee to review the project scope schedule, project coordination and responsibilities, and define key project issues, timelines and goals.  

TASK 1A: City Operator Policies and Procedures Inventory

Description:  Under the direction of the Project Manager, the Proposer shall review and inventory all policies and procedures used by the City Operator. 

TASK 2:  Requirements Validation Workshop Facilitation

Description: The Proposer shall conduct and facilitate workshops to confirm the CRM project’s goals, objectives and Phase 1A functional requirements with City staff.  The Proposer must gather information to configure its system to include, at a minimum, the following elements:
· Contact management capabilities for interaction with citizens and other entities
· Knowledge base, housing relevant City information and customer service scripts
· Service/information request creation and maintenance capabilities
· Workflow to support routing of requests

As required, the Proposer shall provide presentation materials and assist in the development of staff reports necessary for City Council and/or Executive Team presentations. 

TASK 3: Detailed Project Plan and Implementation Schedule
Description:
The Proposer shall prepare and provide the City with a detailed project plan, fully loaded with resource requirements, that defines all the activities, tasks, key milestones and deliverables that shall be accomplished to meet the timeframes desired by the City.  
The Proposer will develop a baseline project management schedule program in Microsoft Project, including preparing and updating overall project schedules, coordinating meetings, update points to activate next steps, deliverables and other matters of management deemed appropriate. The schedule shall list all tasks, milestones and deliverables of all parties involved in the project with estimated start and completion dates. Development and maintenance of the plan will require coordination with City staff and the Plan will be updated weekly and presented to the City for review. Changes to the Plan shall be reviewed and approved by the City in advance of publication and use.
Milestone project reviews will be performed for the specific products and deliverables.  The Project Manager will conduct these reviews in addition to generating monthly status reports and meetings.  The Proposer project manager will play an active role in the day-to-day management of the team and project.  The Proposer project manager shall not be replaced for the duration of the project without the City’s approval.
The Proposer shall also provide the Project Steering Committee with status reports on a weekly basis.    The status report will address the progress of work, project schedule, information/decisions required to maintain schedule and complete deliverables; problems encountered that may affect schedule, budget, or work products and the anticipated work for the upcoming month (30 day look ahead).  At the direction of the Project Manager, the Proposer will provide briefings to the Project Executive Sponsors, City Manager and/or City Executive Team as required.  
TASK 4: Issue Identification and Resolution Process
Description:
The Proposer will develop a project issues and barriers log to report project obstacles.  The Proposer will work with the Project Manager to develop effective strategies to mitigate these issues and barriers.  The Proposer will meet with the team on a regular and ad hoc basis.
TASK 5: CRM System Configuration
Description:
The Proposer shall develop a configuration plan for the ASP solution including, but not limited to:
· The configuration and validation of all database elements including individual service/information requests and knowledge base content.

· The configuration, implementation and validation of all request workflows defined in the facilitated functional requirement validation meetings.

· The configuration of the user interface for call takers, 311 Program Manager, and other City staff.

· Implementation and validation of the business rules and procedures for problem escalation.

· Implementation and validation of the Management reports for the 311 Program Manager, Executive Team and City Council.  An approach that uses an on-line configurable executive dashboard concept is desired versus hard copy reports.

· Any technical specifications required for all ASP hardware, software and network components in the final design as approved by the Project Manager.

The Proposer will vet configuration, implementation and validation alternatives with the Project Steering Committee to facilitate a configuration decision by the Project Steering Committee.  Once approved by the Project Steering Committee, the Proposer will proceed to configure the system using a proven development methodology.
TASK 6: Functional , Performance and User Acceptance Testing
Description:
The Proposer will coordinate all aspects of the testing process.  This should include functional testing and performance testing consistent with standard testing methodologies and support of the City User Acceptance Testing of the “pre-deployment” system.  City employees will be available to assist with testing activities to expedite the process and allow for knowledge transfer.
TASK 7: Training
Description:
The Proposer will coordinate all aspects of the training process.  This will include development of appropriate training material and conducting all necessary training classes to familiarize City staff (system administrators, end-users operators, and supervisory) with the system. 
TASK 8: Production Cutover
Description:
Under the direction of the Project Manager, the Proposer will place the configured ASP solution in production status and will provide on-site support as required to facilitate the cutover.  This shall include a formal go no-go assessment and approval process to ensure all system, technical, infrastructures, documentation, and support requirements are in place and ready for system support and operation.
TASK 9: Production Hosting and Post Production Support
Description:
The Proposer will provide for 24/7 hosting of the production system for twenty (20) users with an average daily availability of 99.9% and an average transaction response time of one (1) second or less.  The Proposer will provide telephone technical support during normal business hours (7AM to 6PM) Monday through Friday.  The Proposer is required to have an emergency standby process where staff on duty in the City’s call center can reach technical support within one (1) hour, 24/7.
The Proposer should include a price for all the tasks and licensing for Phase 1A in Enclosure B. 
In addition, the Proposer should include a price for Phase 1B separately so that the City can determine the cost of each phase individually. 

PHASE 1B

The goal of Phase 1B is to expand the scope of the ASP solution deployed in Phase 1A to include additional functionality and departments.  In addition, this Phase requires the development of interfaces to existing City applications.  The following tasks must be executed by the Proposer for Phase 1B.
TASK 1: Project Initiation

Description:
As part of the initial tasks, the Proposer will have a kickoff meeting with the Project Executive Sponsors and Project Steering Committee to review the project scope schedule, project coordination and responsibilities, and define key project issues, timelines and goals.  

TASK 2:  Requirements Validation Workshop Facilitation

Description: The Proposer shall conduct and facilitate workshops to confirm the CRM project’s goals, objectives and Phase 1B functional requirements with City staff.  The Proposer will expand access to and use of the ASP solution to additional pilot participants, which may include Department of Transportation, Code Enforcement and Animal Care Services.  The system will be configured to support a limited number of service requests and complaints related to these pilot departments.  Additional licenses will also be purchased to expand access to the system to users within these departments.  The City anticipates 20 additional licenses for the additional pilot users
The Proposer must gather information to configure its system to include, at a minimum, the following elements:

· Contact management capabilities for interaction with citizens and other entities
· Knowledge base with relevant City information
· Service/information request creation and maintenance capabilities
· Workflow to support routing of requests

The Proposer shall provide presentation materials and assist in the development of staff reports necessary for City Council and/or Executive Team presentations as required.
TASK 3: Detailed Project Plan and Implementation Schedule
Description:
The Proposer shall prepare and provide the City with a detailed project plan, fully loaded with resource requirements, that defines all the activities, tasks, key milestones and deliverables that shall be accomplished to meet the timeframes desired by the City.  

The Proposer will develop a baseline project management schedule program in Microsoft Project, including preparing and updating overall project schedules, coordinating meetings, update points to activate next steps, deliverables and other matters of management deemed appropriate. The schedule shall list all tasks, milestones and deliverables of all parties involved in the project with estimated start and completion dates. Development and maintenance of the plan will require coordination with City staff and the Plan will be updated weekly and presented to the City for review. Changes to the Plan shall be reviewed and approved by the City in advance of publication and use.
Milestone project reviews will be performed for the specific products and deliverables.  The Project Manager will conduct these reviews in addition to generating monthly status reports and meetings.  The Proposer project manager will play an active role in the day-to-day management of the team and project.  The Proposer project manager shall not be replaced for the duration of the project without the City’s approval.
The Proposer shall also provide the Project Steering Committee with status reports on a weekly basis.    The status report will address the progress of work, project schedule, information/decisions required to maintain schedule and complete deliverables; problems encountered that may affect schedule, budget, or work products and the anticipated work for the upcoming month (30 day look ahead).  At the direction of the Project Manager, the Proposer will provide briefings to the Project Executive Sponsors, City Manager and/or City Executive Team as required.  
TASK 4: Issue Identification and Resolution Process
Description:
The Proposer will develop a project issues and barriers log to report project obstacles.  The Proposer will work with the Project Manager to develop effective strategies to mitigate these issues and barriers.  The Proposer will meet with the team on a regular and ad hoc basis.
TASK 5: Interface ASP solution with Pilot Department Systems

Description:    The Proposer will integrate the ASP solution configured in Phase 1A with departmental systems, possibly including Animal Care Services’ Chameleon System, Department of Utilities’ Customer Information System, and Department of General Services’ 7i work order system.  This effort will involve the design, development, and testing of these interfaces.  These interfaces will allow 311 Program staff to open and automatically transfer service requests to departments and then automatically obtain service status via the CRM system.  
TASK 6: CRM System Configuration
Description:
The Proposer shall develop a configuration plan for the ASP solution to include the additional departments, interfaces, workflow, and service request types including, but not limited to:
· The configuration and validation of all database elements including individual service/information requests and knowledge base content.

· The configuration, implementation and validation of all request workflows defined in the facilitated functional requirement validation meetings.

· The configuration of the user interface for call takers, 311 Program Manager, and other City staff.

· Implementation and validation of the business rules and procedures for problem escalation.

· Implementation and validation of the Management reports for the 311 Program Manager, Executive Team and City Council.  An approach that uses an on-line configurable executive dashboard concept is desired versus hard copy reports.

· Any technical specifications required for all ASP hardware, software and network components in the final design as approved by the Project Manager.
· Data conversion templates, routines, and methods for interfaced systems, as required

The Proposer will vet configuration, implementation and validation alternatives with the Project Steering Committee to facilitate a configuration decision by the Project Steering Committee.  Once approved by the Project Steering Committee, the Proposer will proceed to configure the system.
TASK 7: Functional, Performance and User Acceptance Testing
Description:
The Proposer will coordinate all aspects of the testing process.  This should include functional testing and Performance testing consistent with standard testing methodologies and support of the City User Acceptance Testing of the “pre-deployment” system.  City employees will be available to assist with testing activities to expedite the process and allow for knowledge transfer. This will also include full testing of the interfaces developed in Task 5
TASK 7: Training
Description:
The Proposer will coordinate all aspects of the training process.  This will include development of appropriate training material and conducting all necessary training classes to familiarize City staff (system administrators, end-users operators, and supervisory) with the system. 
TASK 8: Production Cutover
Description:
Under the direction of the Project Manager, the Proposer will place the configuration in production status and will provide on-site support as required to facilitate the cutover.  This shall include a formal go no-go assessment and approval process to ensure all system, technical, infrastructure, documentation, and support requirements are in place and ready for system support and operation.
TASK 9: Production Hosting and Post Production Support
Description:
The Proposer will provide for 24/7 hosting of the production system for twenty (20) users with an average daily availability of 99.9% and an average transaction response time of one (1) second or less.  The Proposer will provide telephone technical support during normal business hours (7AM to 6PM) Monday through Friday.  The Proposer is required to have an emergency standby process where staff on duty in the City’s call center can reach technical support within one (1) hour, 24/7.
TASK 10: Transition Plan
Description:
The Proposer will provide the Project Steering Committee (or Project Manager), with a transition plan that will cover extract and transfer of all data to a CRM system that will be implemented and hosted at the City of Sacramento.  The transition plan shall include detailed data extract formats, value conversion tables and any other information needed for the City to receive and accept all data tables from the hosted application.  During the term of this contract, the Proposer is required to provide regular updates to the transition plan information that reflects and changes to data structures in the hosted application.
7.2 Scope of Functionality
The CRM functional requirements are based on industry best practices and requirements specific to the City based on interviews and validation activities.  Requirements are grouped into functional areas to facilitate Proposer responses and provide an ‘apples to apples’ comparison of proposed solutions by Proposers.  It should be noted that the requirements stated here are for the full breadth of functionality desired by the City upon full implementation of the 311 program.  
For this solicitation, the key functional areas that are required fall under Interaction Management and Information Management.  Other functional areas, in particular GIS-enabled functionality that can integrate with City base maps, are desired if the Proposer can provide it given the allotted budget.  
PHASE 1A and 1B
· Interaction Management

· Inquiry/Service Request Management

· Automatic Customer Data Entry

· Predefined Data Entry Procedures

· User Follow-up and Accountability Tracking

· Data View Capabilities

· Status Change Execution and Review

· Configuring and Defining Data Types or Ranges

· Channel Specific Capabilities - Email, Web Site, & Fax

· Basic Call Center Agent Interface Features

· Call-Center Service Script

· Calendar Management and Scheduling

· Transaction/Department Codes

· Extraordinary Event Tracking

· Forms

· Workflow

· Configuration

· Information Management

· Knowledge-Base Engine

· Data Tracking
· Searching Mechanisms

· Sorting Functions

· Geographical Information System (GIS)

· General

· Analysis and Reporting

· Service Activities Reporting 
· Service Inquiry Statistics on Departmental and Call Center Performance

· Data Collection and Output Support for Analyzing Call-Center Activities

FUTURE PHASES

· Call Management

· General

· Database Support in Call Management

· Queuing, Call Selection and Call Transfers

· Web Self-Service

· Web Self-Service Capabilities
· E-Payment Services
· Contact Center Management
· Alerts and Notifications

· Escalation Capabilities for Services Activities

· Workflow Assignment

· Quality Assurance/Workload Review Capabilities

· Work Order Management

· General
· Mobile Support
Specific requirements developed and validated with the City project team can be found in Enclosure E.  
7.2.1 Requirements Format

Enclosure E of this RFP details the granular business and functional requirements for the 311/CRM system.  To provide clarity regarding the structure of the requirements, a description of each column in the requirements matrices is detailed in below. 

· Requirement Number - Each system requirement has been provided a unique ID to distinguish it from other requirements. 

· Description - This column provides a full description of the system requirement.

· Requirement Category - System requirements are identified under the “Requirements Category” column as mandatory, priced-option, or desirable, based on the criticality of the requirement to the City. A description of each designation:

· Mandatory (M) – These requirements must be satisfied and will be evaluated on a pass/fail basis. Failure to meet any mandatory requirement may result in rejection of the proposal.

· Priced-Option (PO) - It is mandatory that the Proposer provide a response to all requirements designated as “PO” and price it separately.  The City may or may not purchase these options at the time of the contract but requires pricing information from each Proposer responding to this RFP. 
· Desirable (D) (Bonus) – These requirements are requested, but are not mandatory. A positive Proposer response to desirable requirements will be assessed “bonus point” values. These desirable requirements will be provided by the Proposer at no additional cost to the City. 
· Level of Importance - Each system requirement is identified by relative importance to the City, and will be factored into the Proposer’s evaluation score.  Level of importance is scored using the following scale: one (1) represents lower priority requirements, two (2) represents medium priority requirements and, three (3) represents higher priority requirements. In short, the higher the priority of the requirement, the higher its overall weight upon calculation of the evaluation scores. 

· Response Code - Proposers must indicate the development status of each requirement at the time of submission of the proposal, using a single response code that best describes how the Proposer's solution meets the requirement. The intent of this mechanism is to gain an understanding of which functions are core to the proposed solution and which will require additional development.  Acceptable response codes are listed in the table below.

Permissible Response Codes

	Response Code
	Definition

	E – Existing
	Requirement will be met by existing software that is installed and operational at other sites and can be incorporated as is or using the software’s standard configuration mechanisms.



	C – Minor Configuration 
	Requirement or service will be met by proposed minor configuration modifications to existing software or processes beyond using the software’s standard configuration mechanisms.



	M– Major Modification
	Requirement will be met by major modifications to existing software or by new custom software programming.



	X – No Offered
	Requirement or service will not be met by Proposer. This response code is only acceptable for Desirable Requirements (Requirement Category = ‘D’). Use of this response code for Mandatory or Priced-Option Requirements may be cause for rejection of the proposal.




7.3 Milestone Payments
The City desires a deliverables-based payment plan that will reward the Proposer for successful completion of key deliverables. Payment for these key deliverables will be made when items for each milestone are received with a formal deliverable transmittal signed by the Proposer’s Project Manager for each milestone. The City Project Team will review, approve, and sign off on the deliverable. Upon acceptance of each milestone, the Proposer will be paid a percentage of the total contract value.

8.0 Disclaimer 

This is a Request for Proposal (RFP), not an order.  No cost can be charged prior to the award of a contract. 

This document will not be construed as a request or authorization to perform work at the City’s expense. Any work performed by the Proposer in connection with evaluating and responding to this RFP and, if selected, negotiating a definitive agreement will be at the Proposer’s own discretion and expense.  This RFP does not represent a commitment to purchase or lease.  The City reserves the right to reject any and all proposals at its sole and absolute discretion. Submission of a proposal constitutes acknowledgment that Proposer has read and agrees to be bound by such terms.

The City reserves the right, without qualifications, to select any proposal as a basis for negotiation, to reject all proposals, and to exercise its discretion and apply its judgment with respect to any proposal submitted.

This Request for Proposal does not commit the City to pay the costs incurred in connection with any proposal or to procure or contract for any services offered.

The City reserves the right, at its sole discretion, to reject any and all proposals or to modify the proposed scope, with or without reason.  The City may reject all Proposer proposals or may accept any one or any combination of Proposer proposals or options, without regard to the price or any other particular factors.  Omissions, evasions, alterations, additions or irregularities of any kind may constitute sufficient cause for rejection of a proposal without further consideration.

The City will assess the Proposer proposals and use this information as a basis for selecting its sourcing options. Proposer’s response to this RFP may result in selection by the City for further discussions towards execution of a contract.  The commencement of negotiations, however, does not obligate the City to contract with any Proposer.

The information provided in this document will enable the recipient to formulate a proposal to meet the workload requirements, as described in this RFP. The information in this RFP is accurate to the best of the author’s knowledge but is not guaranteed to be correct or complete. 

9.0 RFP Enclosures

The set of enclosures listed in this section and accompanying this RFP document provide the detailed information pertaining to how the Proposer is required to structure its business, technology and financial solution in response to this RFP.  Collectively, these enclosures describe:

· The format Proposer must follow in structuring its business proposal in response to this RFP (see Enclosure A);

· The format Proposer must follow in structuring its financial proposal in response to this RFP (see Enclosure B);

· The contractual terms and conditions under which the City requires that the support services must be provided (See Enclosures C, D);
· Functional requirements for the CRM solution (See Enclosure E);

· Systems inventory of relevant City systems (See Enclosure F)
Enclosure A - Proposal Format and Response Template
Enclosure B – Pricing Format Spreadsheet

Enclosure C – Consultant and Professional Services Agreement

Enclosure D – City Standard Service Agreement Attachments
Attachment A – Confidentiality Statement

Attachment B – Emerging and Small Business Enterprise Requirements

Attachment C – Administrative Policy Instructions

Attachment D – Employee Benefits by City Contractor Ordinance (EBO) Packet
Enclosure E – Functional and Technical Requirements

Enclosure F – Existing System Inventory
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